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Overview of WIC Vendor In-Depth Interviews
Conducted MarclI81 ¢ April 10,2008
13 Interviews Conducted with WIC Vendors

Most Vendors Aware of Upcoming Changes

The majority of vendors interweed are aware of upcoming WIC food pagkahangesyith nine of 13
having received information from state representatives, the Texas Advisory ComjiitteeTexas
Grocery Associatioor via state mailings.

In terms of the impact on their general busineggerations, vendors most oftenighlightthe addition of
produce to the WIC food package and changes in product quantities, such asdtaions in milk,
eggs, cheesand juice.

Vendors Expect New Challenges Along with Continuing Profit and Compliance Issues
While vendors appreciate that WIC participants will dingdbenefit from the addition of healthy
alternatives they alsosee potentially negative impacts to their own bottom line.

The addition of fresh produce makes some vendors nervous beedhe crops are so dependent on
weather. Noting that LIN2 RdzOS LINA OSa I NBevehabvEndddsSwoByt about@titef | G A f S
fluctuating prices of fruits and vegetablediltrating into their narrow margins on the WIC food items.
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- Supermarkefresident, Waco
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-GroceryManager, McAllen

Other vendors are concerned about stock levels during the transition phaseh@nmdto limit the
amount of random weight items. One vendarDirector of Pricingglaborated:
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-Director of Ricing, Coppell

Another respondenthighlighted compliance requirements and administrative issues that acamp
their status as a participating WIC vendor, underscoring the importance of employee training for the
upooming food changes.

OWIC is a great program. It provides a great benefit, but so much of the administration and
management is placed onthe stoes ! yR A0 Qa 3I2Ay3 (2 3ISG SOSYy ¢
being rolled out in 2009, where additional choices will now be offered to the WICXIi&fat
continuously have to respond to letters we received frormthiEwe sold the wrong thing, or we
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storesb €
-Supermarket Assistant Treasurer, San Antonio

Of course, communicatiog on several leveldhetween the WIGadministrators WIC vendors, vendor
employees ad WIC patrticipants is clearly seen as a critical ingredient for the success of the program.
Overall vendors seem braced for a bit @istomer and employee confusioas both groups grow
accustomed to the new products and approved brands.

Communicating the Changes to Vendor Employees

Vendors underscore that theirYeLJt 2@ SS3Q (G K2NRdzZAK dzy RSNERGF yiRAYy 3 2 7F
enable them toguide WIC participants to WHpproved offerings andensure vendors remain

compliart.

They say thatorochures and posters illustrating changes are staples for educati@s they can be
distributed quickly and easilyand as employees can reference materiats anasneededbasis (ten
currently use brochures and postgrs Vendors most often mention printed materials as being
necessary in training their employees.

& Xhé most effective tool has to be posters that are-egfflanatory so a 16yearold cashier
would takenoe2 FX YR 06S AYGiSNBaldSR AyXo tdzi | LI2&dSN
andthef@NBE F2NOSR (2£t221 G Ad SOSNER RI @&

-Supermarket Assistant Treasurer, San Antonio
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product so that our clerks and floor staff have a clear understandindivefptoduct. The

jdz yiAGeT GKS ydzYoSNJ 2F 2dzy0Sa 2N GKS &aial s 27
-Supermarket Director of Consumer Affairs, Irving

Additionally, formal onsitéraining sessions, workshops, and the use of DVDs can be effective methods
for somevendors but not all. Scheduling difficulties across comparaes mentioned as inhibiting
training with these methods.

As a way to combat scheduling difficulties and maintain some flexibility when new employees are hired,
many vendorsRS & A Ay S | t2heif stokesS khbJPaititigate in formal WIC training
disseminainginformationto their teams afterwards

The introduction of online training is largely acceptedvbydors as a viable training methpblut a lack
of Internet availability, especiallyrothe floor where the cashiers would need it, prevents some from
buying in.

Regardless of methodhere is a need for materials in Spanish, as well as English, to reach all
audiences.

Communicating the Changes to WIC Recipients

All vendors identify cuesmer education as a critical steépward a smoothtransition to the newWIC

food package. Several respondents comment that the responsibility for training WIC participants should
lie predominantly with the WIC offices or WIC partners.
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-Grocery Store owner, Victoria

oRemember you asked me whahink the biggest problem is going toDé\nd | said customer
education, and helping them understand what they cag.bilt seems to me that if thdade
wants to help the customer understand what it is they can buy, then that counseling should be
taking place at the clinic, before they even step foot in the store. It would be betterdbr th
responsibility to be on theate.€

-Supermarket Assistant Treasurer, San Antonio

Brochures, handouts, catalogues, fact sheets and posters are viewed by vendoras being the most
helpful way to educate WIC recipients (as well as employe&dilitionallyworkshops and classes held
in WIC officeor at WIC partner agencies areen as effective ways to educate participaatsout the
upcomingchanges Again, sverd vendorsemphasized the need fdailingual materials AND classes.

Brochures and posters withictures of the items that are WI€ligible are currently used by several
vendors; some use WIC materials and others have created their own to reflect the &vild3 loarried in
their particular stores. The posters and brochures ssemetimesplaced near the checkouts, so that
both the participants and the checkout cashiers cafer to them if necessary.

GThe state has their own handout that lumps all of thegcts together. We came up with our

own that is a little bit more personalized to our store. It gives some pictures of what qualifies in

2dzNJ aG2N8 X {2 ¢S LdzmtAaK (0KS oNROKdIzZNBE GKIFG K

identify themontheK St F X t S2LJX S NS 06SGGSNI gAGK LA OGdzNB
-Supermarket Assistant Treasurer, San Antonio
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they can see these are the brands that qualify, anything other than this does not. We need to
keepK G OGN yalOGA2y aAYLIXS YR YIF1S AG Tl aidoé
-Grocery store Compliance Manager, Tyler

Vendors also champion the idea labeling the WIC products, either with a W{fovided sticker or
their ownlabel

éX really the best way to do that is by labeliogly the least expensive bradd . @ RS Of I NR y:

least exgnsive brand you only have to maintain c8€U. So it directs the customer right there

andy2 dzZONB 1 6fS (2 Y2yAU2Nd FyR YIAYyGlrAy GKS | @I Af
-Supermarket Assistant Treasurer, San Antonio

AroStAy3a A& ONRGAOFIEf® L GKAY]l AdGQa | 3INBFG G
label or highlightthis is a Wi@pproved produc€and be able to place those in front of all WIC

approved product brands ¢
-Grocery store Compliance Mager, Tyler
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One vendor cautionedi K G f +Fr 0Sft AYy3I-SREAFR 056 2 NROREZ di5 2 £S68S NI
efficiendes in helping to steer the participant to the WIC eligible food items, he also stressed that
vendors need to be certain that the itemei mark is the least expensive \Wl@jible brand Otherwise

the dreadedwWIC auditor might catch the mistake.

Of the other possible tools mentioned to help communicate the changes to participants, the idea of a
toll free numberor WIC hotline is most popular. Vendors were mixedbout the effectiveness of
teaching participants via the WIC &l site; severalwondered whether participants from the WIC
WR S Y 2 3 MduldJKavele@sy access to thedrnet. Vendorslo see the utility of having a &b site

for their own purposes however, to download posters and pamphlets to distribute in their stores.

While some WIC vendors currently group soWéC food brands anidems together, several thought

the addition of certain frozen or fresh produce would make thifalift. Others suggest that a WIC aisle
might draw attention to WIC recipients who may be sensitive about their participation. For the same
reason, they tend to think that announcements over the PA systama bad idea.

Vendors Would Like More of a Two-Way Relationship with WIC

Some of the vendors interviewedished theirrelationship with WIGvas more positive, especially in
reaching goint resolution on particular process issueghey look to WIC for coaching when issues, such
as incorrect labelingare identified by WIC auditors.

a would say we could get some personal training from the WIC department. Where they could

g KA

0S Y2NB | 00SaaArotsS FyR 02YS (2 GKS ad2NB FyR

0K2aS GKAy3a ¢S eins thRy2chayigeé oné bing t8 dnotlieorie and we think
$SONB R2Ay3 GKAy3Ia NAIKG FyR | OGdzaffte 6SQNB
get penalized for it, so if we could have something set then that would be a lot €asier.

-Grocery stoe owner, Eagle Pass

dl would make it more WIC vendor friendly. Anyone at any of the WIC offices treats the WIC
OSYR2NE fA1S ¢6SQ@S 320 | RAaSIasSo ¢t KS& QNB
abuse their powet.

-Grocery store Presidenfmarillo

Asked what they would like to chge in terms of their participatiom the WIC program, most vendors
point to their slim profit marginanda need tocontain their costs.

Competition with large retailers puts smaller stores at a competitiisadvantage when WIC bands
them together to determine products, asnaller storedack the buying power of large chainThis lack

of buying power also leads to consumer confusion as the availability of goods then varies between the
large and small retilers.

WSQNB | ayYlrtf aG2NB KSNB FyR oFlyR I @SNY 3S
that have more buying power. And our profit margins are nothing on WIC. | basically do it as a
customer convenience. And honestly, | feel like teechants are entitled to make a reasonable
return, for at least all the paperwork involved in this. The bigger stores can buy it cheaper, and
GSQONB 2dzald a2Nl 2F Ol dzAKGO Ay fAY02 2y AGO
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-Grocery Store Owner, Houston

dTlhe biggest challenge is with cost containment, and trying to stay within the maximum in the
Texas WIC program in the cases wehthere is a big spread between the high priced and low
priced items, for instance with cereal. The average allowed in the local area, not necessarily the
maximumse

-Director of pricing, Coppell

To help control costs, one respondent suggests iWd@e to private labe?2 NJ & SDiardNdSdpposed
to national brands

Additionally,one vendor feek WIC can expand food offerings to acknowledge the Hispanic community
that WICserves

ol would like to see more items catered to the Hispanic commdaitgxample the cheeses that
are being distributed are all American style cheeses and the Hispanic community uses a
completely different kind cheese and we use Hispanic cheesieh | think should be
incorporated into the prograd €

-Grocery ManagecAllen

EBT Seen as a Positive Way to Streamline and Prevent Mistakes
Vendors have &éavorable viewof EBT, saying that it facilitatparticipant purchasegor will, in the case
of those who do not yet have jtjaster check outs and WIC reimbursemeats] fewer process errors.

G¢CKS ySg aeaidsSy ¢AdK Jseligible forf22 dads tolgét fve @ dafisi 2 Y S NI ¢
today, and comdack a few days later and get shore cans, which makes it more helpful for
the store to manage our inventory.yAR G KI 0Qa 2yS 2F GKS o0SySTAdla
OF NRd¢

-Supermarket Director of Consumer Affairs, Irving

Gh¥ O2dzNES> 9.¢ Aa 3IF2Ay3 (G2 auGNBFYtAYyS | 20 2

paper vouchers, there is too much ledt ¢rror. Either taking vouchers that are expired, or

writing down the wrong amount, selling the wrong product, or not being able to substantiate the

person standing in front you. EBT takes a lot of the guesswork out. Although there are still

issues sugunding ensuring that you are selling the least expensive brand of milk, juice, and

OKSSaSsz L GKAYy]l GKFd OFy 6S FRRNBaaSR gAlK aega
-Supermarket Assistant Treasurer, San Antonio

Process improvements aside, the cost associated with impléatien is of concern for one vendor, as
WIC profit margins are slim:
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¢ Grocery Store Owner, Houston
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